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The Effect of Complaint Procedures
as Emotional Labor on Mental Health:
Focusing on Subjective Stress and Job Satisfaction
ABSTRACT
This study regards complaint procedures as a kind of work termed ‘emotional la-
bor’. Emotional labor is defined as the required emotional regulation to display desired
emotions during the interaction with customers. The main purpose of this study is to
investigate the effect of complaint procedures as emotional labor on mental health, that
is, subjective stress and job satisfaction. A hundred and thirty-eight workers at cus-
tomer service centers were asked to complete a questionnaire by the mail survey
method. A factor analysis revealed that the concept of emotional labor for workers at
customer service centers had three factors: “positive emotions display”, “sensitivity re-
quirements”, and “negative behavior display.” In particular, “positive emotions display”
tended to increase subjective stress. Furthermore, “the aptitude scale for emotional la-
bor (for workers at customer service centers)” was also developed, and the high levels
of “professional skills” and “motivation” led to higher job satisfaction.
Key Words: complaint procedures, emotional labor, mental health
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